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Re;  Wisconsin Electric Customer Satisfaction Survey — Compliance with Wisconsin
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Dear Ms. Dorr:

Enclosed please find Wisconsin Electric Power Company’s (WE) 2001 survey of the
satisfaction of customer classes with services they have received from WE made by an
independent entity.

If you have any questions on this survey please contact Peggy Clippert at (414) 221-
4645.

Sincerely, W

oman A. Draba
Vice President
State Regulatory Affairs

cc: Kevin Cronin
Terri Kosobucki
Jim Loock
Bob Norcross
Dan Sage



WISCONSIN ELECTRIC POWER COMPANY
CUSTOMER SATISFACTION MEASUREMENT

Introduction

The following is a brief description of the methodology being used by Wisconsin Electric to
measure customer satisfaction with the service they provide. It is intended to help explain how
the results of the surveys conducted in 2001 were obtained. Residential and business customers
were surveyed throughout the year. Results were reported quarterly and then rolled into final
scores at the end of the year. These yearend measures of satisfaction with the quality of the
service provided are collected on the attribute categories and sub-attributes listed in the following
table.

Methodology ——

Surveys were created using a process in which the major attributes and related sub-attributes of
electric service were determined through customer focus groups. Ratings are collected for each
sub-attribute and an overall attribute rating is given at the end of the section. The final rating on
the survey is the overall satisfaction rating. This design was selected for two reasons. First, the
survey respondent is taken through the process in a logical fashion. Second, the design allows
the straight-forward analysis of the data collected. The ratings on the surveys are on a 1 to 10
scale with 1 being lowest and 10 being highest. Mean scores are computed and are reported on a
10 to 100 scale.

Samples of customers are randomly chosen from the customer information system. Additionally,
business customers are stratified by the level of consumption. A total of 300 WE residential and
150 business customers are surveyed each quarter. The samples are provided to an independent
contractor who conducts the surveys by phone. Surveying is conducted throughout the year and
the results are provided to WE at the end of each quarter. Processing, analysis, and reporting of
the data is done internally and results are provided to the appropriate managers throughout the
company who then use the results to monitor customer perceptions and to help guide them in
making changes and/or improvements to the services they provide.

The Annual Cvcle

Focus groups of customers are done periodically to monitor any changes occurring in their
perceptions of the service electric utilities should be providing to them. The research is
conducted in April to allow the incorporation of the results into the third quarter surveying.
Third quarter surveying serves the dual purposes of providing the current year results as well as
the baseline (with any changes) for the following year planning activities utilizing customer
satisfaction scores. Final annual scores are reported in January.
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